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By 
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October 2002 
Chairperson: Narimah Ismail, Ph.D. 
Faculty Modern Languages and Communication 
This study was conducted to determine the extent of burnout experienced by 
teachers in secondary schools in Klang District as well as to examine the relationship 
between organisational communication factors and burnout. Simple random 
sampling was used to select three secondary schools from three different clusters of 
schools in the Klang District. A total of 136 teachers from these three schools 
participated in this study. The study used self-administered questionnaires as the 
research instrument. The data collected were analysed using descriptive and 
inferential statistics. Inferential statistics such as Pearson Correlation and T -test 
were used to answer the research questions and test the hypotheses. A significance 
level 0[0.05 was used. 
This study discovered that the teachers experienced moderate level of 
burnout. The perceived organisational roles and communication climate among 
teachers within the selected schools were generally moderate. 
III 
Organisational roles were the mam source of burnout. These stressors 
include role conflict and role ambiguity. Non-conducive communication climate 
also contributed toward burnout. Burnout had significant positive relationship with 
organisational roles and significant negative relationship with communication 
climate respectively. 
This study recommended that organisational roles and communication 
climate should be given serious attention by the school administration whereby 
interaction in the workplace should enhance conducive communication climate and 
reduce the extent of role conflict and role ambiguity experienced by teachers. The 
administrators should share their ideas, suggestions and decisions through open 
discussions and agreement with teachers in order to help reduce role conflict and role 
ambiguity among teachers. There is a need for administrators to provide social 
support to teachers to buffer the negative effects of role conflict and role ambiguity 
on job satisfaction in order to tackle the problem of burnout among teachers. 
It is recommended that future research on burnout focus on teachers In 
different settings such as preschools, primary schools and secondary schools across 
the country. Teachers from other types of schools such as smart schools, vocational 
schools and boarding schools may also be focused. A comparative study of burnout 
among teachers from Malay, Chinese and Tamil primary schools can be conducted in 
order to better understand the occurrence of the phenomena of burnout. Burnout 
studies can also be conducted using interviews and observation methods besides 
administering questionnaires. 
IV 
Abstrak tesis yang dikemukakan kepada Senat Universiti Putra Malaysia sebagai 
memenuhi keperluan untuk ijazah Master Sains 
HUBUNGAN Df ANT ARA PERANAN ORGANfSASI DAN I KL IM 
KOMUNIKASI DENGAN BURNOUT Df KALANGAN GURU-GURU 
SEKOLAH MENENGAH TERPILIH DI DAERAH KLA�G 
Oleh 
AANANTHI AlP THURAfSAMY 
Oktober 2002 
Pengerusi : Narimah Ismail, Ph.D. 
Fakulti Bahasa Moden dan Komunikasi 
Kajian in1 dijalankan untuk mengenal pasti tahap burnout yang dialami oleh 
guru-guru di sekolah menengah d i  Daerah Klang dan juga mengkaj i  hubungan di 
antara faktor-faktor komunikasi organisasi dengan burnout. Tiga buah sekolah 
menengah dipilih secara persampelan rawak mudah daripada tiga kelompok sekolah 
di Daerah Klang. Seramai 136 orang guru dari t1ga buah sekolah telah mengambil 
bahagian dalam kajian ini. Data dikumpulkan dengan menggunakan borang soal-
selidik. Data yang diperolehi dianalisis dengan menggunakan statistik diskriptif dan 
inferensi. Bagi menjawab persoalan kajian dan menguj i  hypotesis kaj ian, statistik 
inferensi seperti Pearson Correlation dan ujian T digunakan. Aras signifikan 0.05 
telah digunakan pada ujian. 
Hasil kajian mendapati bahawa guru-guru mengalami tahap burnout yang 
sederhana. Persepsi b'Uru-guru terhadap peranan organisasi dan iklim komunikasi di 
sekolah-sekolah terpilih ini pada umumnya adalah pada tahap sederhana juga. 
v 
Peranan orgamsasl adalah punca utama burnout Punca 1m mehputl konfltk 
peranan dan kekaburan peranan Ikhm komumkasl yang kurang konduslf Juga 
menyumbang kepada masalah burnout BZtnlOut mempunyal perkaItan yang 
slgmfikan secara POSltlf dengan peranan orgamsasl dan perkaltan yang slgmfikan 
secara negatlf dengan tkhm komumkast 
KaJlan Int mencadangkan bahawa peranan orgamsasl dan lkhm komumkasI 
harus dlbenkan perhatlan yang senus oleh plhak pentadblran sekolah dI mana 
mteraksl dl tempat kerJa dapat mewuJudkan lkhm komumkasl yang konduslf serta 
seban)ak mungkm mengurangkan kont1lk peranan dan kekaburan peranan )ang 
dlaIaml oleh guru-guru Plhak pentadblf periu berkongsl Idea, cadangan dan 
keputusan melalut perbmcangan terbuka dan persetuJuan anggota-anggotanya supaya 
dapat membantu mengurangkan konfllk peranan dan kekaburan peranan dl kalangan 
guru-guru Plhak pentadblr perlu membenkan sokongan soslaI kepada guru-guru 
untuk mengurangkan kesan negatlf konfl k peranan dan kekaburan peranan ke atas 
kepuasan keT]a supaya dapat menangam masalah burnout dl kalangan guru-guru 
Adalah dlcadangkan kaJlan seIanJutnya tentang burnout mehbatkan guru­
guru dan persekttaran yang berbeza sepertl guru-guru dan prasekolah, sekolah 
rendah and menengah dl seluruh negara Guru-guru dan Jems sekolah yang 
berlaman sepertl sekolah bestan, sekolah vokaslOnal dan sekolah berasrama penuh 
Juga boleh dlben tumpuan Satu kaJlan perbandmgan dl kalangan guru-bTUru dan 
sekolah kebangsaan Melayu dan sekolah Jenis kebangsaan Cma dan Tamil boleh 
dlJalankan untuk memahaml dengan leblh mendalam tentang keJadJan fenomena 
burnout. Kajian hurnout boleh juga dibuat dengan menggunakan kaedah seperti 
temuduga dan pemerhatian selain daripada menggunakan borang soal se1idik. 
"11 
AC��OWLEDGEMENTS 
My praises go to the Su preme Force, Du rgaayai Amma for Her 
ever perpetual guidance in all my undertakings. 
I express my heartfelt gratitude and appreciatIOn to Dr Nanmah IsmaIl, the 
chaIrperson of the supervIsory commIttee and two members of the SUpervISOry 
committee, Dr Sitl lobldah Omar and Puan Sitl Yasmm Mohd lam for thetr 
constructive Ideas, countless consultatIOn hours, tireless support and gUIdance, words 
of encouragement and contmuous assistance 10 the preparatIon and completIOn of 
this work 
I also wIsh to extend my appreciatIOn and gratitude to the EducatIOn 
Mmlstry, Selangor State EducatIOn Department and Klang Dlstnct EducatIOn Office 
for grantmg peITnISSlOn to conduct my study 10 secondary schools 10 Klang DIstnct 
My SIncere thanks and appreCIation are also due to all the teachers 10 the 
study area for their participatIOn and assistance A specIal note of thanks IS also 
extended to the research assistants ""ho deserve a special mentIOn for theIr assIstance 
dunng data collectIOn 
Many thanks and appreciatIOn also goes to all the lecturers m the Faculty of 
Modem Languages and CommUnICatIOn, who are ever supportive and always 
lendmg an ear to listen to m} problems 
A note of thanks also goes to the staff of CommunIcatIOn Department, 
Faculty of Modem LanbTlJages and CommunIcatIOn and also to the staff of Graduate 
School, Ufl)\'ersitt Putra Mala)sIa fOf thelf assistance dunng my study 
Vlll 
A special note of thanks IS also extended to Yang 8ahagla Dato' N SIva 
Subramamam, the Secretary General of NatIOnal Umon of Teachmg ProfessIOn 
(NUTP) as well as hIs staff for then assIstance dunng my study 
A word of heartfelt thanks IS also due to my dear housemates and m} 
colleagues, Mages, Amta, Saroja, Indra, Vanaja, Prakash, Tanabalan, Muthu and not 
forgettmg Kak Rashldah for theIr adVIce, encouragement, support and assIstance 
Fmall}, a bIg than!.. you goes to those who have been more than a help but a 
JOY throughout my graduate programme that made thIS work a success 
And above all, to AlmIghty God, for all the blessmgs to my famIly and me 
IX 
I certIfy that an ExammatIOn CommIttee met on 30th October 2002 to conduct the 
final exammatIOn of AananthI alp Thuralsamy on her Master of SCIence theSIS 
entItled "Relationship between OrganIsatIOnal Roles and CommUnICatIOn Climate 
With Burnout among Teachers m Selected Secondary Schools In Klang DIstnct" In 
accordance With UmversItl Pertaman MalaYSIa (HIgher Degree) Act 1980 and 
Umversitl Pertaman MalaYSIa (HIgher Degree) RegulatIOns 1981 The CommIttee 
recommends that the candIdate be awarded the relevant degree Members of the 
ExammatIOn CommIttee are as follows 
Muhamad Rosli Selamat, 
Lecturer, 
Department of CommumcatIOn, 
Faculty of Modern Languages and CommUnICatIOn, 
Umversltl Putra MalaYSIa 
(ChaIrman) 
Narimah Ismail, Ph.D. 
Lecturer, 
Department of CommumcatIOn, 
Faculty of Modem Languages and CommumcatIOn, 
UmversItl Putra MalaYSIa 
(Member) 
Siti Zobidah Omar, Ph.D. 
Lecturer, 
Department of CommumcatIOn, 
Faculty of Modem Languages and CommUniCatIOn, 
UnIVersItl Putra MalaYSia 
(Member) 
Siti Yasmin Mohd Zain, 
Lecturer, 
Department of CommUniCatIOn, 
Faculty of Modem Languages and CommUniCatIOn, 
UmversItl Putra MalaYSIa 
(Member) 
;7 
SHAMSHER MOHAMAD RAMADILI, Ph.D. 
ProfesorlDeputy Dean, 
School of Graduate StudIes, 
UmversltI Putra MalaYSIa 
Date 26 NOV 2002 
x 
ThIS thesIS submItted to the Senate ofUmverSltI Putra Malaysia has beeen accepted 
as fulfillment of the reqUlrement for the degree of Master of SCience The members 
of the Supervisory Committee are as follows 
Narimah Ismail, Ph.D. 
Lecturer, 
Department of CommunIcatlon, 
Faculty of Modem Languages and CommUniCatIOn, 
UnIVersitl Putra MalaYSIa 
( ChaIrperson) 
Siti Zobidah Omar, Ph.D. 
Lecturer, 
Department of CommUniCatIOn, 
Faculty of Modem Languages and CommUniCatIOn, 
UnIVersiti Putra MalaysIa 
(Member) 
Siti Yasmin Mohd Zain, 
Lecturer, 
Department of CommUniCatIOn, 
Faculty of Modem Languages and CommUniCatIOn, 
UmversltI Putra Malaysia 
(Member) 
AINI IDERIS, Ph.D. 
ProfessorlDean 
School of Graduate Studies, 
UnIversltI Putra Malaysia 
Date Q JAN ?n� 
Xl 
DECLARATION 
1 hereby declare that the thesis is based on my original work except for quotations 
and citations, which have been duly acknowledged. I also declare that it has not 
been previously or concurrently submitted for any other degree at UPM or other 
institutIOns. 
AANANTHI AlP THLJRAISAMY 
Date: 2. '3 NO v. 2- 00 � 
XII 







LIST OF TABLES 




The Problem of Burnout 10 Orgamsatlon 
Teachtng ProfessIOn and Burnout 
Background of Study 
Statement of Problem 
Research ObjectIves 
General Objective of the Study 
SpecIfic ObjectIVes of the Study 
SIgmficance of the Study 
LImItatIOns of the Study 
LITERATURE REVIEW 
Background of Burnout 
DefimtIOn of Burnout Concept 
Burnout Process 
Burnout Exposed ProfeSSIOn 
The DlsttnctlOn between Burnout and Stress 
Models of Burnout 
The Chernlss Process Model 
The Golemblewsll Phase Model 
Letter Process Model of Burnout 
Measurement of Burnout 











































Nature of OrganiSatIOn and Burnout 52 
OrganisatIOnal CommUniCatIOn 54 
DefinitIon of OrganisatIOnal CommUniCatIOn 54 
Theones of OrganisatIOnal CommUniCatIOn 55 
Role of CommUniCatIOn m OrganISatIOn 57 
Burnout and ItS RelatIOnshIp WIth OrganisatIOnal CommunicatIon 60 
OrganisatIOnal Roles 65 
CommUniCatIOn Cltmate 73 
Research Framework 82 
Hypotheses of the Study 83 
METHODOLOGY 85 
Research DesIgn 85 
LocatIOn of Study 86 
PopulatIOn of Study 87 
Subjects of Study 87 
Samplmg Procedure 88 
Instrument of Study 90 
The Measurement of Van abIes 92 
Dependent Vanable 92 
Independent Vanables 94 
Pretest 98 
RelIabIlIty and Vahdlty of QuestIOnnatre 99 
Data CollectIOn 104 
Data AnalysIs 106 
FINDINGS AND DISCUSSION 109 
Profile of Respondents 109 
DemographIC Background 109 
lob-related Background 112 
Burnout 114 
DImensIOns of Burnout 114 
The Degree of Burnout among Teachers 1 19 
OrganisatIonal CommUnICatIOn Factors 131 
OrgamsatIOnal Roles 131 
CommUniCatIOn ClImate 139 
Tests of Hypotheses 154 
The RelatIOnshIp between Role ConflIct and Role AmbiguIty 
WIth Burnout 154 
The RelatIOnshIp between PartIcIpatIOn m DeCISIon Makmg, 
Openness, Trust and Support Wlth Burnout 160 
XlV 
v 
The RelatIOnshIp between OrganisatIonal CommunicatIon 
Factors Wlth Burnout 169 
The DIfference In the Degree of Bumout between the Male  
and Female Teachers 172 
SUMMARY, CONCLUSIONS AND RECOMMENDATIONS 
Summary 
Summary of FIndmgs 
Tests of Hypotheses 
ConclusIOns and ImplicatIOns 
RecommendatIOns of the Study 






















LIST Of TABLES 
Table Page 
Measurement of Burnout 93 
2 Degree of Burnout 93 
" Measurement of OrgamsatIOnal Roles 95 ,) 
4 Scores of OrganisatIOnal Roles 95 
5 The Level of OrgamsatIOnal Roles 96 
6 Measurement of CommUnICatIOn Chmate 97 
7 The Level of CommUniCatIon Chmate 98 
8 Rehabl hty CoefficIents of Vanables 102 
9 RelIabIlIty CoeffiCIents for the StudIes ofMaslach & Jackson 
( 1981 b), IwanickI & Schwab ( 198 1), PIerce & Molloy ( 1990b) 
and Gold ( 1984) 103 
10 DlstnbutIOn of QuestIOnnaIres Accordmg to Selected Schools 106 
1 1  DIstnbutIOn of Respondents Accordmg to DemographIc 
CharactenstIcs 1 10 
12 Dlstnbutlon of Respondents Accordmg to lob-Related 
Charactenstlcs ] 12 
13 DIstnbutIOn of Respondents and Mean Value for the DImenSIon 
of EmotIonal ExhaustIon 1 14 
]4 DlstnbutIOn of Respondents and Mean Value for the DrmenslOn 
of DepersonalIsatIOn 1 16 
15 Dlstnbution of Respondents and Mean Value for the DImenSIOn 
of Personal AccomplIshment ( 18 
16 Mean and Standard DeV]atIOn Values for Burnout I 19 
17 DlstnbutlOn of Respondents Accordmg to Scores on Degree 
of Burnout 122 
18 DIstnbutlOn of Respondents and Mean Value for the DlmenSlOn 
of Role ConflIct 13 ] 
1 9  DIstnbutlOn of Respondents Accordmg to Level of Role 
Conflict 134 
20 DIstnbutlOn of Respondents and Mean Value for the DImensIOn 
of Role AmbIgUIty 135 
21 DlstnbutlOn of Respondents Accordmg to Level of Role 
AmbIgUIty 1 38 
22 DlstnbutlOn of Respondents Accordmg to Le\'e1 of OrgamsatlOnal 
Roles 139 
23 DIstnbutlOn of Respondents and Mean Value for the DImenSIOn 
of PartIcIpatIOn 10 DeCISIon Makmg 140 
24 DlstnbutlOn of Respondents Accordmg to Level of PartIcIpatIOn 
10 DeCISIon Makmg 142 







of Openness 143 
DIstnbutlOn of Respondents Accordmg to Level of Openness 145 
DlstnbutlOn of Respondents and Mean Value for the DlmenslOn 
of Trust 146 
DIstnbutlOn of Respondents Accordmg to Level ofTTUst 1 48 
DlstnbutlOn of Respondents and Mean Value for the DImenSIOn 
of SUPJX>rt 1 49 
DlstnbutlOn of Respondents Accordmg to Level of Support 1 52 
Dlstnbutlon of ResJX>ndents Accordmg to Level of CommunicatIOn 
Chmate 1 53 
32 RelatIOnshIp between Role ConflIct and Role AmbIgUIty WIth 
DlmenSlons of Burnout 1 55 
XVII 
33 RelatIOnshIp between Role ConflIct and Role AmbIgUIty WIth 
Burnout 160 
34 RelatIOnshIp between PartIcIpatIon m DecIsIOn Makmg, Openness, 
Trust and Support WIth DImensIOns of Burnout 161 
35 RelatIOnshIp between PartIcIpatIOn m DecIsIon Makmg, Openness, 
Trust and Support WIth Burnout 169 
36 RelatIOnshIp bet\\'een Orgamsattonal CommUnICatIOn Factors WIth 
Burnout 170 




LIST OF FIG{;RES 
Figure 
The Chermss Process Model 
2 GolembIewskI Phase Model of Burnout 
3 LeIter Process Model of Burnout 
4 Research Framework 










This chapter will introduce the phenomenon of burnout in organisation and 
discusses the teaching profession and burnout, background of the study, statement of 
problem, objectives of the study, significance of the study and limitations of the 
study. 
The Problem of Burnout in Organisation 
Stress and burnout are now recognised features of contemporary life. 
According to Harden (1999), stress and burnout induced by work results in about 20 
million days lost each year in the UK at a cost of more than £12 billion. According to 
a survey commissioned for the 1998 Mental Health Awards, 93% of managers 
claimed that they suffered from excessive or moderate levels of stress and burnout in 
their work and 80% felt that stress and burnout was damaging to productivity 
(Harden, 1999). 
Job burnout is occurring at critical levels in today's workforce (Leiter & 
Maslach, 2001). Employees in every level of the workforce are experiencing this 
phenomenon called burnout. Both white-collar and blue-collar workers experience 
stresses and feel insecure, misunderstood, undervalued and alienated in the 
workplaces. According to Leiter and Maslach (2001) highly qualified people 
working in a wide range of professions are vulnerable to burnout. Burnout is a 
crucial issue for businesses committed to quality and organisations that are 
innovating constantly because such organisations need top performance from 
talented people. 
Burnout thrives because of mismatches between people and their jobs (Leiter 
& Maslach, 2001). Burnout is not primarily a problem of the individual, but rather 
the social environment in which people work. The price paid for this burnout not 
only affects the job, but also personal functioning. Therefore, managers must ask 
themselves what can be done, for they cannot slow down the pace of organisational, 
technological or societal change. Yet they realise that these changes strain the 
creative energy of their staff to the limit. 
With all the changes going on in the workplace, the environment is not what 
it was years ago. It has lost the close-knit atmosphere and become a cold, hostile 
demanding environment not only economically but psychologically The root of the 
problem appears to lie in economic trends, technology, management philosophy and 
organisational communication. People and products are no longer valuable 
commodities and cash flow is the bottom line (Leiter & Maslach, 1997). 
According to Miller (2000), there is always someone who after deciding 
enough is enough walks off from his career after many years of service. This is 
because the person believes life is too short and there is more to it than his or her 
current job offers. This is due to the overwhelming effects of burnout every where. 
Miller (2000) is of the opinion that the effect of burnout is not caused by long 
working hours. Recent studies have shown the typical United States worker 
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experiences a shorter workweek now than ever before with the growth of flextime, 
job sharing, four-day workweeks and the like (Miller, 2000). However, studies can 
be misleading. 
According to Leiter and Maslach (1997) technology also plays a part in job 
burnout. Sophisticated technology can replace a job entirely. When these changes 
pervade the workplace and job security is at stake, stress becomes a big factor in job 
performance. Besides, communication technologies such as fax machines, electronic 
mail, pagers, cell phones and pocket-sized computers now enable human beings to 
take their office and its stress with them everywhere they go. The cause behind that 
feeling of exhaustion humans are experiencing is much more complex than the 
number of hours they spend at work. 
In addition to technology and a strong economy, people create additional 
stress in their lives by being their own worst enemies. They take on more than they 
can handle, starting with full-time jobs from which there is no escape. Voice mail 
and electronic mail communication can also add to the stress. Messages are left and 
memos are sent at all hours of the day and night, weekdays and weekends. At its 
best, it is evidence of individuals' commitment to success. At its worst, it is 
workaholism (Leiter & Maslach, 1997). 
Adding to that is the peoples' mix desires for life outside of the office. For 
those employees with kids, this includes taking their children to the playgrounds or 
parks, band concerts, swim lessons, piano lessons, doctor and dentist appointments 
and on and on through colour-coded personal calendars. For others, having a life 
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involves the challenge of managing the variety of activity concernmg life, 
friendships and relationship demands. 
Burnout is a nonproductive relationship with work. It is not a clinical 
disturbance, but rather an extreme point on a three-dimensional continuum: energy, 
involvement and effectiveness (Leiter & Maslach, 200 1). On one end lies 
engagement with work, a state of feeling energetic and effectively involved with 
work and people. This is a positive and productive relationship that works for the 
individual and the company. On the opposite end of the scale is burnout, a state of 
feeling ineffective, exhausted and distant from work and people. This is a negative 
and unproductive relationship with work for the individual and the company. 
According to Leiter and Maslach (2001) burnout is a widespread and 
significant problem confronting people in every line of work. Regardless of their 
profession, people experience crises in the energy, involvement and effectiveness 
they bring to their work. Individual productivity is not a personal quality of an 
independent person, but arises from mutually beneficial relationships among people, 
their work. and the organisations in which they work. A disruption of that 
relationship is burnout while a well-functioning relationship is engagement with 
work. Experiences at work move people toward one end of that continuum or the 
other. A fulfilling quality of work life moves people towards engagement with work 
and away from burnout. 
The problem of burnout, especially when the quality of life and the quality of 
work of employees are given emphasis, has become an important issue to 
management, medicine and public health. Training to face this problem 
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professionally is increasing especially in the field of management, medicine, social 
work, administration of health, industrial management, public administration, 
organisational psychology, clinical psychology and business administration (Quick, 
Quick, Nelson and Hurrell, 1997). Besides that, many organisations have started to 
prepare stress and burnout preventative programmes in the forms of counselling to 
the forms of hypnosis therapy to help their staffs who are facing this problem. 
All the above statements are based on the phenomena in the United States of 
America and United Kingdom because many studies have been conducted regarding 
the issue, besides the existence of a few specific institutions related to stress and 
burnout in these countries such as The American Institute of Stress. In Malaysia, the 
focus towards the problem of burnout is still lacking but indeed this problem is 
occurring in our society and it is inevitable. Therefore starting from this premise, 
studies relating to burnout have to be given attention and priority in Malaysia. 
Teaching Profession and Burnout 
Teachers are important members of the soCiety. As such, they must portray 
good qualities of exemplary educators to provide quality education to the students. 
Teachers are also considered as main contributors to the cognitive (mental) and 
affective (attitude) development and the moulding of the physical and social abilities 
and skills of the students. Even in the National Education Philosophy (1988), it is 
emphasised that an individual who is developed through the education system must 
go through a balanced growth parallel with the development of social and physical 
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